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Z| Al Certified Service Cloud Consultant ADX261 £ 2 =2 A (Q82-Q87):

EE #82
In the build phase ofa Service Cloud implementation for Universal Containers, which activity should a consultant prioritize to ensure
the system aligns with the client's business processes and requirements?

¢ A Develop training materials after configuring the application to prepare for user adoption.
¢ B. Configure, develop, and test the application in a sandbox environment.
¢ (. Migrate data to the sandbox environment and verify successful migration.

He: B

Y.

In the build phase of a Service Cloud implementation, prioritizing the configuration, development, and testing of the application in a
sandbox environment is crucial. This ensures that the system is aligned with the client's business processes and requirements before
deployment, facilitating a smooth transition and successful implementation.

HE #83

Universal Containers (UC) added a channel to the Service Cloud deployment. UC wants the finctionality to include the ability to log
the case thread and store attachments to the case record.

‘Which channel should a consultant recommend to meet these requirements?

A. Social Customer Service
B. Chat

C. Web-to-case

D. Email-to-case

¥e: D

MH.

Email-to-case is a channel that meets the requirements of logging the case thread and storing attachments to the case record. Email-
to-case is a feature that allows you to automatically create cases from incoming emails sent to your company's support addresses.
Email-to-case preserves email formatting and supports HTML emails with embedded images. Email-to-case also captures email
attachments and adds themto the case record. Email-to-case tracks the entire email conversation between the customer and the
agent, and logs it as a case thread on the case feed or case comments. Verified Reference: Service Cloud Consultant Certification
Guide & Tips, Email-to-Case Overview

A2 #84
Universal Containers wants to notify Support Managers when a new case have been untouched from more than two business days.
‘Which approach should a consultant implement?

A. Configure case escalation rules.

B. Estabalish case assignment rules.

C. Use Flow Builder to create a flow with scheduled path.
D. Define case auto-response rules.

o2
m

: A

HEE #85
Universal Containers has implemented a call-based response system. The call wait time has become too long and customer service is
being affected. Management would like to find a way to reduce customers' wait times and enable agents to handle more inquiries at a
time.
‘Which feature should a consultant recommend?

e A. OmniStudio

e B. Salesforce Chat
e (. Case auto-response rule



HE: B

HE #86
Universal Containers wants to unify channels and manage agent workload with Omni-Channel routing. What required step Should a
consultant address before configuring Omni Channel?

A. From Setup, select Onni-Channel Settings and Select Enable Onmni-Channel.

B. Create a Salesforce Case to have Omni-Channel enabled.

C. Create the necessary objects in Salesforce.

D. Customize service channel settings to define how the organization receives work from various
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